
4.1.2 – Service Strategy

Sets the direction, objectives, and policies for the other lifecycle stages.           Outlines required processes and activities to follow ensuring new, modified, or retired service assets can be planned and managed efficiently and effectively to meet COV expectations, its agencies, and VITA as documented in the service 

lifecycle stages based on the ITIL framework.             Service Strategy's purpose is to define the perspective, position, plans, and patterns a service provider needs to execute and meet VITA and supported COV agencies’ business outcomes.          Objectives include providing:   1) An understanding of what strategy 

is;     2) A clear identification of the definition of services and the customers who use them;     3) The ability to define how value is created and delivered;     4) A means to identify opportunities to provide services and how to exploit them;     5) A clear service provision model, that articulates how services will be 

delivered and funded, and to whom they will be delivered and for what purpose;     6) The means to understand the organizational capability required to deliver the strategy;     7) Documentation and coordination of how service assets are used to deliver services, and how to optimize their performance.           Service 

Strategy scope covers principles and processes of Service Management and how these principles are applied consistently to the Management of IT Services.           There are several aspects to Service Strategy:   1) Defining a strategy for VITA to deliver services to meet the commonwealth agencies’  business 

outcomes;     2) Defining a strategy for how to manage VITA services;     3) Focusing on delivering outcomes and services that meet customer requirements.

SMM 4.1.2 – Service Strategy

SMM 4.1.2.1 – Strategy Generation and Management (SGM)

SMM 4.1.2.2 – IT Technology Planning

SMM 4.1.2.4 – Service Portfolio Management (SVPM)

SMM 4.1.2.5 – Demand Management

SMM 4.1.2.6 – Business Relationship Management

SMM 4.1.2.3 – Information Technology Financial Management (ITFM)

To secure appropriate levels of funding to design, develop, and deliver services meeting Virginia Information Technologies Agency (VITA) and its customers (agencies of the commonwealth of Virginia) strategies.  ITFM identifies the balance between the cost and quality of services while maintaining the balance of 

supply and demand between service providers and their customers. ITFM objectives include:   1) Defining and maintaining a framework to identify, manage and communicate the cost of providing services;   2) Evaluating the financial impact of new or changed strategies on the service provider;   3) Securing funding 

to manage the provision of services;   4) Facilitating good stewardship of service and customer assets to ensure the organization meets its objectives - should be done together with service asset and configuration management and knowledge management;   5) Managing and reporting expenditure on service 

provision on behalf of the organization’s stakeholders;   6) Executing the financial policies and practices in the provision of services;   7) Accounting for money spent on the creation, delivery and support of services;   8) Forecasting the financial requirements for the organization to be able to meet its service 

commitments to its customers, and compliance with regulatory and legislative requirements.         ITFM scope includes:   1) Automated import of electronic vendor billing data from invoices and/or from the existing VITA general ledger system;   2) Discrete correlation of Customer request data within the SMS to the 

suppliers’ invoices ensuring Customers are only billed for services and resources for which an auditable request has been approved;   3) Fully interactive views and analytics for authorized Users of the invoice and financial data via the web-based IT Finance portal that supports comparative analysis of budgets, 

previous trends, and forecasts on an item-by-item basis;   4) Drill-down capabilities to view costs for overall services, individual systems and components, and direct correlation to specific IT assets and configuration items;   5) Comprehensive documentation and justification for all IT charges, with the ability to 

perform “what-if” analysis relative to previous and future IT resource consumption;   6) Integration with SAIC Cloud Brokerage automation for the tracking of Customer-requested, cloud-based resources from Third Party Vendors.     ITFM plays a translational role between VITA financial systems and service 

management. The result of a service-oriented accounting function is that far greater detail and understanding is achieved regarding service provision and consumption, and the generation of data that feeds directly into the planning process.     The scope of financial management covers these three processes 

(accounting, budgeting, and charging) across two distinct cycles – planning and operations. 

Strategy Generation and Management (SGM) is a key starting point for enhancing Virginia’s service to its citizens.          SGM objectives for IT services are to:   1) Analyze the internal and external environments in which VITA exists, to identify opportunities that will benefit the Commonwealth.  2) Identify constraints 

that might prevent the achievement of business outcomes, the delivery of services or the management of services; and define how those constraints can be removed or their effects reduced.   3) Agree on VITA and the MSI’s vision and mission statements. and conduct periodic reviews to ensure continued 

relevance. This results in a clear statement of VITA and the MSI’s vision and mission for IT services to the Commonwealth.   4) Establish VITA’s position relative to Commonwealth Agencies who are not customers and other service providers.  This includes defining which services can be delivered and how to 

maintain competitive services.   5) Produce and maintain strategy planning documents and ensure that all relevant stakeholders have updated copies of the appropriate documents. This includes the IT Strategy, the Service Management Strategy and the Strategy Plans for each service where appropriate.   6) 

Ensure that strategic plans have been translated into tactical and operational plans for each organizational unit that is expected to deliver on the strategy.   7) Manage changes to the strategies and related documents, ensuring that strategies keep pace with changes to the internal and external environments.           

IT services SGM is the process of defining and maintaining perspective, position, plans, and patterns with regard to its services and the management of those services.         This SGM process applies to all service delivery within ITISP under the Master Services Agreement (MSA) with VITA.          While the IT 

strategy is derived from the business strategy, it also provides validation of the commonwealth’s business strategy.          The IT strategy determines whether a strategic objective is technologically possible, and what level of investment would be required to meet that objective.          VITA or the agency is then able to 

decide on whether the objective is included and at what priority.

Two separate processes dealing with innovation:  1) IT Technology Planning (this document) focuses on technology innovation;  2) Technical Innovation (SMM 4.1.6.5) focuses on service innovation.          IT technology planning’s scope is IT Infrastructure and SW in the MSI for VITA and COV Agencies.          

Applies to all ITISP service delivery under the Master Services Agreement (MSA) within VITA.          IT Technology Planning addresses the question of where should VITA and the Commonwealth Agencies go next.          The MSI facilitates the IT technology planning approach by continually updating plans (i.e., 

roadmaps) that lay out technology-based projects in a visual schedule format.          These maps identify key dependencies, trends, and decision points that are used to proactively support and inform the Technology Governance process.          They depict interconnectivities within technology areas (e.g., products, 

standards, emerging technologies) and are essential for understanding how a change in one project or technology area affects other areas.          The MSI will complete and deliver a full set of technology roadmaps and plans annually, review them in an annual technology event, and provide VITA with semi-annual 

technology plan briefings. The Technology Plan includes an implementation plan.

Financial Management secures the appropriate level of funding to design, develop, and deliver services that meet the strategies of Virginia Information Technologies Agency (VITA) and its executive branch customers (agencies of the Commonwealth of Virginia).           Ensures VITA offers the right mix of services to 

balance investment in IT with the ability to meet or exceed the desires of COV agencies and citizens.          SVPM clearly defines services, and links them to the achievement of business outcomes to enable design, transition, and operation activities are aligned to service value.           SVPM process business 

objectives:   1) Provide a process and mechanisms to enable VITA to investigate and decide on which services to provide, based on an analysis of the potential return and acceptable level of risk.  2) Maintain the definitive portfolio of services provided, aligned to the business needs each service meets and the 

business outcomes it supports.  3) Provide a mechanism for VITA and other COV agencies to evaluate how services enable them to achieve their strategy, and to respond to changes in their internal or external environments.  4) Facilitate which services are offered, and collaborate with the VITA counterpart to 

determine under what conditions and at what level of investment.  5) Track the investment in services throughout their lifecycle, thus enabling VITA to evaluate its strategy, as well as its ability to execute against that strategy.  6) Analyze which services are no longer viable and recommend to VITA when they should 

be retired.          SVPM process’ scope includes the processes, systems, and functions to SVPM related activities.          SVPM scope is to manage the lifecycle of all services VITA offers and delivers to COV agencies and citizens.          A key SVPM process component is knowing the value each service generates.          

Hence, the scope of SVPM includes tracking investments, aligning costs to service utilization, and then comparing results to desired business outcomes and industry benchmarks.          Additionally, SVPM evaluates the value of services throughout their lifecycles, and enables VITA to compare the value of new 

services vis-à-vis the value of the retired services they replaced.

Objectives are to:   1) Encourage VITA Customers to make effective use of the services provided by MSI and the related Service Tower Supplier (STS) resources.  2) Assist VITA with minimizing costs to COV while maximizing the value received from the aforementioned services.  3) Work to align STS resource availability to VITA/COV customer’s demand for available and accessible services by coordinating, collating, and reporting predicted and actual consumption data 

from the STSs.  4) Report STS business activity patterns to VITA focusing  on identifying trends and risks that may cause service failures;  trend analysis to be delivered monthly and include seasonal or annual trending analysis.  5) Further integrate demand management with the other ITIL processes as well as the native VITA processes in order to better manage long-term demand for STS-provided resources.  6) Better integrate with STSs in order to identify and resolve 

over- or under-utilization issues in a quicker manner.  7) Establish demand forecasting process for customers’ project requirements in coordination with VITA, STSs, and approved Third Parties.  8) Identify new development opportunities where MSI/STS offered services could enhance existing customer experiences or meet a currently unmet customer need.  9) Complete Demand Records as needed to initiate investigation of potential new or changed services or products 

where a designed and standard service does not exist today in the service catalog.          Demand Management’s scope includes the processes, systems, and functions to process related activities include:   1) Identifying minimum content needed to properly route.  2) Identifying and analyzing patterns of business activity associated with MSI/STS offered services.  3) Identifying user profiles and analyzing their service usage patterns if trend analysis shows a potentially 

beneficial shift in user behavior.  4) Identifying, agreeing, and implementing measures to influence demand. This is sometimes called the ‘management of demand’;  this could be in situations where service demand exceeds capacity, and where capacity increases are not feasible (e.g. differential charging, incentives, penalties);  it could also be in situations where a new service has been launched and IT wishes to encourage users to use it more;  also, it could be used to 

reduce demand in peak utilization times and shift it to less active times – thus more efficiently balancing overall utilization levels.

BRM’s process purpose is three-fold:   1) To establish and maintain a business relationship between service providers and the customer based on understanding the customer and their business needs;   2) To identify customer needs and ensure the service provider is able to meet these business needs as they 

change;   3) To ensure the delivered IT services meet customer needs.          BRM objectives include:   1) Facilitating access to services for customers;   2) Ensuring the service provider understands the customer’s perspective of service, and is able to prioritize its services and service assets appropriately;   3) 

Ensuring high levels of customer satisfaction, indicating the service provider is meeting customer requirements;   4) Establishing and maintaining constructive relationships between the service provider and the customer based on understanding the customer and their business drivers;   5) Identifying customer 

environment changes and/or technology trends that could potentially impact the type, level, or utilization of services provided;   6) Establishing and articulating business requirements for new services or changes to existing services;   7) Ensuring the service provider is meeting the customer’s IT needs;   8) Mediating 

conflicting requirements for services from different business units;   9) Facilitating processes for formal complaints and escalating for the customer.          BRM is the primary process for communication with customers for all towers in the MSI model.           BRM focuses on understanding how services meet customer 

requirements.          To achieve this, the BRM process must focus on understanding and communicating:   1) Business outcomes the customer wants to achieve;   2) Services currently offered to the customer, and the way in which they are used by the customer;   3) The way in which services are currently offered, 

including who is responsible for the services, what levels of service have been agreed upon, the quality of services delivered and any changes anticipated;   4) Technology trends that could impact current services with the customer, and the nature of that impact;   5) Levels of customer satisfaction with services, and 

what current action plans to deal with the causes of dissatisfaction;   6) Optimizing future services;   7) How the service provider is represented to the customer, which at times means raising concerns around commitments the business made to IT but is not meeting.
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